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Abstract 
The objective of this article is to identify and analyze the inputs received from the master students of Bucharest universities 
regarding the quality of educational services provided. Taking into account that the students are the primary beneficiaries of 
the services provided, their opinion is very important in order to improve the quality of these Romanian educational 
services. In order to realize analyze of the primary data collected through the questionnaires should be performed. 
Therefore, factors like: the educational environment, the study guide, the administrative personnel activity and the 
secretariat activity should be considered. 
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1. Introduction 
This research aims to identify the perception of Romanian master degree students on the quality of higher 
education in universities from Bucharest. This study falls into the category of conclusive research, the collected 
data being subjected to quantitative analysis. Their purpose is to test hypotheses and analyze the relationships 
between marketing variables. 
We can not achieve our goals without defining: the quality, the perception and the higher education services. 
Boore (1993) defines quality in education at a general level “as representing the standards that have to be 
met in order to achieve established purposes. At the same time quality assurance in education refers to a 
mechanism to monitor whether a set of objectives are achieved”. 
In his view Korka says that "Quality education is defined as a set of features of a study program and of its 
provider which meets the expectations of the beneficiaries" (Korka et al, 2009). 
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Quality of services is recognized as a key performance measure for excellence in education and as a major 
strategic variable for universities as service providers to increase market share (Donaldson & Runciman, 1995), 
with effects lasting for the institution and for the students who serves. Reeves and Bednar (1994) says that 
perceived quality of the service is the quality dimension in the services industry. That opinion is sustained by 
Kang and James (2004) too who says in the literature about the services marketing that perceived quality of 
service is the main result of the quality of services. Parasuraman et al (1985, p. 42) defined the quality concept 
as a comparison between expectances and performances; Wang and Shieh (2006, p. 195) shows that quality is 
the difference between the clients expectances and clients perceptions about the services and activities 
furnished by a company. 
Zamutto et al (1996) refers to perceived quality concept, which means the consumers judgment about the 
own experience with a particular company or institution. Analyzed through the results of the comparison 
between expectations and the acquired experience of the clients during service provision, quality of service is 
increasingly seen as a key concept in differentiating services and creating competitive advantage. Thus "the 
provision of a quality service requires both the ability to have quality control at all times and the ability to solve 
special problems that may arise" (Cetină et al, 2009).  
Perception, like specific variable of the behavior, is the process by which the consumer "receives, selects, 
organizes and interprets stimuli from the environment, giving them a meaning" (Cătoiu, Teodorescu, 2004). In 
psychology, perception is "a more complex psychological behavior that relates to a particular frame of 
reference developed in our personal and social boundaries" (Sillamy, 1996). The higher education service 
means both the basic service of teaching - learning and learning environment consists of libraries, equipped 
classrooms, laboratories, seminar, computer networks, cafeteria, accommodation capacity and conditions, 
photo-copying services.  
The research objectives have considering knowledge of several aspects of students' perception from master 
degree on the quality of higher education services in Romania: 
O1 to identify the students' perceptions on higher education services; 
O2 to determine the weaknesses of the teaching-learning service; 
O3 to determine the weaknesses of the learning environment (libraries, secretariat activity, cafeteria, 
accommodation). 
The research hypotheses are formulated as an anticipation of the responses on the issues investigated: 
H1 Given the results of previous research (Pariza Manea and Cetină, 2012) on the perception of the 
undergraduate students on the quality of higher education services, we can anticipate that master degree 
students will have a perception more favorable than unfavorable regarding the quality of higher education 
services; 
H2 Deficient domains of the teaching-learning process could be: the correctness of evaluation and providing 
of feedback from teachers; 
H3 The weak points concerning the learning environment could be: the activity of secretariat and of library 
in the faculty/university. 
2. The research methodology 
This research follows the usual phases of research namely the preliminary phase, design phase and 
implementation phase (Cătoiu et al., 2009). After choosing of information sources was necessary to going 
through new stages which have in view the definition of variables, their classification, the choice of appropriate 
scales for measuring the variables, the choice of research instruments. The definition takes into account their 
design variables to reflect the issues investigated and be consistent with trends in literature.  
This research works with several categories of variables: basic variables (main considerations underlying the 
choice of a university to continue studies, the money source for education), descriptive variables (the university 
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where the respondents studying, age, gender, school education), situational variables (the financial situation of 
respondents), independent variables (level of education), dependent variables (perception on quality). 
The data were collected online in January - April 2013, both from state and private universities in Bucharest. 
The research instrument used was the questionnaire. It "is a formalized set of questions designed to generate 
data necessary accomplishment of the objectives of marketing research" (Cătoiu et al., 2009). The 26 questions 
of the questionnaire were closed, dichotomous, trichotomice and multihotomice and they covered all the 
existing possibilities. The used scale was Likert's scale with 5 levels, where 1 equals "very dissatisfied" and 5 
"very satisfied". 
3. Results and Discussion  
At master level studies we had a total of 202 valid questionnaires from 250 questionnaires sent for 
completion. The data is as follows: from the total number of respondents 60 people are men (29.70%) and 142 
are women (70.10%). Of these 152 are students at the state universities, the remaining 50 are at private 
universities. The way of admission to master studies was by competition for 27.8%, on the basis of scholar 
excellence for 22.8%, the remaining 49.6% were admitted on the basis of interview or essay. Regarding the 
residence, 164 respondents or 81.2% are from urban areas and the remaining 38 are from rural areas, that is 
18.8%. This shows that people in urban areas are more interested to continue their studies than those in rural 
areas. One of the most important reasons is lack of money. Of the students surveyed, 46, or 22.8%, live in the 
hostel. The interviewed students are licentiate in economics 26.8%, technical area 29.8%, socio-human science 
8%, science 21.8% and other fields 13.9% (medicine, veterinary medicine, pharmacy, etc.). As it can be seen in 
Figure1, the field of master study of respondents are: economics (49 students or 24.75%), technical (62 
students or 30.69%), socio-human science (14 students), science (40 students) and other fields like medicine, 
veterinary medicine, pharmacy, etc. 37 respondents, i.e. 17.82 %. 
 
 
Fig. 1. The field of master study of respondents 
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We can see an insignificant difference between the field of bachelor studies of the respondents and master 
study program that follow it. This means that most students have continued their masters studies in the same 
field with bachelor, a difference is found only in those "other fields" (medicine, veterinary medicine, pharmacy, 
etc.), of 4 %.  
To achieve the first objective, of identify students' perception from master degree on higher education 
services, was necessary to analyze the questionnaire responses both in terms of teaching - learning activity and 
learning environment (secretariat activity, library, cafeteria, accommodation).  
Regarding the teachers' work, the question was: How would you appreciate on a scale of 1 to 5 (1 very 
dissatisfied, 5 very satisfied), the teaching activity in the university where you study?  
Responses indicated that a proportion of 47.5% of respondents, i.e. 95 respondents, are very content that the 
objectives of courses are clear. On the contrary, a percent of 1%, or 2 respondents, are very dissatisfied. 94 of 
the respondents, i.e. 46.5%, are satisfied that the course examples clarify theoretical concepts. Only 4 
respondents, or 2%, are dissatisfied. 
Percentages were significant and in terms of the following aspects: 
• Courses and seminars are held as scheduled; 141 respondents, i.e. 69.3% are very satisfied, 2% were very 
dissatisfied. 
• Teachers can answer any questions about the themes of the courses and seminars; 110 respondents, i.e. 
54.5%, are very satisfied, 2% are very dissatisfied. 
• The correctness of evaluation; 44.6% respondents are very satisfied, 2% are very dissatisfied. 
• The time limits for assessment work are respected; 54% respondents are very satisfied, 1% are very 
dissatisfied. 
• Teachers provide feedback to the students' papers; 83 respondents, i.e. 40.5%, are very satisfied, 2% are 
very dissatisfied. 
• Applications are connected with practice requirements (labor market); only 29% of respondents are very 
satisfied, 7% are very dissatisfied. A percentage of 33% are less satisfied with this. 
These percentages mean that in terms of teachers' activity, the students from master degree are very satisfied 
by teachers’ work. The only inconvenient is that applications do not have connection with the labor market. 
The students from master degree may perceive this better than students in the license field because most of 
them, i.e. a percentage of 58.4%, have a job. Analyzing these percentages we can see that the second 
hypothesis is disproven. 
To have a clearer image of student' perception should consider learning environment. To the question “How 
would you appreciate on a scale of 1 to 5 (1 very dissatisfied, 5 very satisfied) the learning environment offered 
by the university where you studying?”, the responses are shown in Figure 2. Here 0 indicate that these services 
have not been used by students, 1 means "very dissatisfied" and 5 "very satisfied" by the services provided by 
the university. 
Regarding the endowment of classrooms, laboratories, seminars; 22.8% of respondents are very satisfied 
with this, 30.7% were satisfied while 5% of respondents are very dissatisfied with this. 
In terms of university website, most respondents are satisfied with this, i.e. 28.7%, while 21.8% are very 
dissatisfied and 12.8% are dissatisfied with the university website. Complaints may come from the fact that the 
sites are not updated, the students do not receive information in real time or the educational online platforms 
are not functional. 
The library: A percentage of 15.8% of respondents say they don't use library services, most of those who 
attended it are very satisfied, i.e. 26.7%. Low frequency in the library may be due to the fact that students from 
master study have a job. In this case they do not have much time to go to the library, being content with the 
information received in the course time. 
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Regarding the computer network, 11% of respondents did not use the university's computer network. 
However, 29% of respondents are very satisfied with the computer network of the university where they 
studying. Those who say they don't have used the network computers probably have used personal computers.  
The cafeteria; although 68.3% of respondents did not use the cafeteria, 8% of students are satisfied with its 
services, while 7% are very satisfied. Causes influencing the low presence to university's cafeteria could be: the 
cafeteria is not open when the master students have ended their courses or have arrived from job. Although low 
prices are encouraging, master students can't serve the meal there because of the work program. 
The accommodation capacity; a percent of 57.4% did not use the accommodation services. This may be 
because most of them have a personal or rent apartment. Taking into account the age of the master students 
(31.7% are aged over 28 years), we can assume that they are already married. In this case it is cheaper to rent a 
home. However, of those living in hostel 7% are very satisfied with the accommodation capacity and nearly 4% 
are very dissatisfied. 
 
 
Fig. 2. The investigated learning environment 
 
Photo-copying services: 25.6% did not use photocopying services, while 13.9% are very satisfied, 23% are 
satisfied, and 15.8% are less satisfied. This is because inside the universities are quite a few photo-copying 
services. 
The activity of the secretariat is also very important into an institution of higher education, which is the 
reason why we have examined the students' perception on this issue. Thus the master degree students were 
satisfied with the secretariat activity in percent of 22.8%. A percentage of 21.8% are less satisfied with staff 
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courtesy to the students. The respondents are very satisfied with the promptness of the secretariat staff (22.8%) 
and the accuracy of information (27.7%). In this case the assumption that weak points concerning the learning 
environment could be the activity of the secretariat of the faculty / university and of the library is infirmed.  
Analyzing these results we realize that the assumption that students of master studies had a more favorable 
perception on the higher education services is confirmed. The fact that a percentage of 75.2% would 
recommend to others the study programs which follows it and 83% would recommend the university where 
they studied means that the master students perceive higher education services as quality. A percentage of 23% 
of respondents wanted to continue their studies at the same university (doctoral studies).  
4. Conclusion 
From this research we can conclude that Romanian students from master study in Bucharest have more 
favorable than unfavorable perception on the quality of higher educational services. The respondents appreciate 
to be equally important in the learning process equipped classrooms, seminars, laboratories and libraries, as 
well as teaching activities, relationships with teachers and secretariat activity. 
From questionnaire it can be seen an increasing of people's age involved in master studies programs, so 62 
of respondents (from 202) are aged over 28 years. This aspect can mean that people are interested to continue 
their education even later, helping them to advance in careers or obtaining a better salary. Regarding the family 
monthly income, 27 of the respondents have the family income under 1000 ron, 103 have between 1000 and 
2500 ron and 72 respondents have more than 2500 ron. 
This research is a starting point for further research regarding the perception of the students from doctoral 
studies on the quality of higher education services. 
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